Abstract. This study aimed to find out which logistic service factors affect the field and administrative staff's perception of service quality satisfaction. It also tried to find out if there was a difference in perception due to job-type. As the result of analysis, the following implications can be gained. First, independent sample t-test results showed that based on the job types, there is an average difference on economic feasibility, stability, and service satisfaction. Second, the results showed that service quality factors all have a positive influence on service satisfaction. Third, although there was a difference in view between field staff and administrative staff on each variable, there was no moderating effect between service quality including each subordinate factor and service satisfaction.
Introduction
As the interest on living and eating well has increased along with the development of the economy. The growth of the tourism and leisure industry in the Korean market has been continuously rising along with a trend of people pursuing enjoyment of life. The increasing rate of the domestic tourism market has slowed down due to consumer mentality during a recession and the rise of leasing costs, but the tourism income in our country has increased from approximately 14.5 billion dollars in 2013 to 18.0 billion dollars in 2014 showing 24.4% growth(Korea Tourism Organization) in which the size of the tourism industry is increasing every year along with the globalization of the tourism and leisure industry. Taking advantage of this trend, various studies are in progress to look at the current status of foreign tourists in Korea, prediction research, behavior analysis, the satisfaction index of tourism, and the development of measurable variables. However, research on supply and demand on industrial goods, which is an essential part to providing good service in the tourism and leisure industry, is insufficient.
This study aimed to find out which logistic service factors affect the field and administrative staff's perception of service quality satisfaction. It also tried to find out if there was a difference in perception due to job-type. The results may provide clues about how to reduce the waste of resources, which may be caused by the difference in perspective between field staff and administrative staff, and could give various implications on which factors need to be focused on.
Literature review
Regarding service quality, the SERVQUAL model proposed by Parasuraman et al.(1985) is the most well-know model and the SERVQUAL model is used in researches on various service quality related studies. . The logistics service quality factors which are focused on in this study are being researched in various perspectives. Many studies have been conducted using the 5 variables in the SERVQUAL model for measuring (Shin et Many previous studies on service quality have been done using the 5 variables of the SERVQUAL model which are tangibles, reliability, responsiveness, assurance, and empathy. These measure service quality factors, but the generalization of service aspect is too weak to be applied in various fields, as asserted by Cronin & Taylor(1992) . They insist that service quality factors can be re-classified depending on a service situation of corresponding fields. Service quality can vary in a particular industry. So it needs to be adjusted depending on the corresponding industry. For this reason, service quality factors according to the logistics characteristics in the tourism and leisure field were deducted in this study.
Research Design
Based on previous research, this study proposed economic feasibility, speed·accuracy, , stability, , and informativeness a ac cc co or rd di in ng g t to o logistic service quality factors in the tourism and leisure industry. . The study was conducted to see what logistic service quality factors, mentioned above, influence overall satisfaction in the tourism and leisure industry. It also finds out what kind of differences exist based on the job types. After completing an exploratory factor analysis, speed and accuracy factors were classified into one factor(refer to <Table 1>). Thus there are 4 service factors in this study; economic feasibility, speed·accuracy, stability, and informativeness. Meanwhile, based on the job types, we checked to see if there was any difference in the point of view in each factor of logistics service quality from both field staff and administrative staff. Our research model and hypothesis are as follows; 
Empirical Analysis
For the empirical analysis, a survey was conducted on suppliers of industrial goods in the tourism and leisure field and it obtained 111 responses out of 120, with 101 complete and valid. It was measured using the Likert 5-point scale.
To check the validity of the measured questions for logistics service quality factors and service satisfaction in the tourism and leisure industry, an exploratory factor analysis (EFA) was conducted. A principal component analysis(PCA) was used to extract factors. A varimax method was useful in verifying mutual independence between factors. 4 items among the total 17 items on logistics service quality factors were removed as they were judged to hinder construct validity. As a result of factor analysis, speed and accuracy were found to be similar concepts and so were grouped as one factor (speed·accuracy). Therefore, a final logistics service criterion with 13 questions, having a factor loading value of 0.6 or higher, was composed to be used in analysis. All 4 dependent variables of service satisfaction showed a factor loading value of 0.6 or higher in which validity was verified. Cronbach's α coefficient can check inner consistency based on measured items with secured validity. It was used to conduct the verification on reliability. As a result of verification, Cronbach's α coefficients all showed a value of 0.7 or higher in which reliability on measured variables was secured.
As a result of an independent sample t-test to check if there was a difference between each variable according to job type, a difference of aspect on economic feasibility, stability, and service satisfaction was found between field staff and administrative staff. For verification of hypotheses; age, position, and length-of-service that were expected to have influence on variables were controlled and then a regression analysis was conducted. After analyzing the results, it was found that economic feasibility(β=.682, p<.01), speed·accuracy(β=.650, p<.01), stability(β=.611, p<.01), and informativeness(β=.491, p<.01) all had positive association with service satisfaction. Therefore, Hypothesis 1, Hypothesis 2, Hypothesis 3, and Hypothesis 4 were all supported. Although it was not chosen as a hypothesis, in order to find out which factors had more influence on service satisfaction, all service quality factors were applied into multiple regression analysis. The result showed that economic feasibility(β=.344, p<.01), stability(β=.254, p<.01), speed·accuracy(β=.251, p<.01), and informativeness(β=.177, p<.05) were shown in order and it had a significant influence on service satisfaction statistically. A hierarchical regression analysis was conducted to test the moderating effect of job types. Demographic characteristics were inserted in step 1, each factor of service quality and job types were processed as dummy variables (1=field staff, 0=administrative staff) were inserted in step 2, and each factor of service quality and interaction terms of job type were inserted in step 3. As result of verification, the interaction term between economic feasibility and job type(B=.178, p=.283), interaction term between speed·accuracy and joy type(B=-.109, p=.472), interaction term between stability and job type(B=-.045, p=.781), and interactive term between informativeness and job type(B=-.220, p=.188) all were not statistically significant to service satisfaction. Therefore, moderating effect of hypotheses 5, 6, 7, and 8 were all rejected.
Conclusion
As the result of analysis, the following implications can be gained. First, independent sample t-test results showed that based on the job types, there is an average difference on economic feasibility, stability, and service satisfaction. The interesting point is that field staff thought they had better knowledge in the areas of service quality factors as well as service satisfaction compared to that of administrative staff. Second, the results showed that service quality factors all have a positive influence on service satisfaction. Based on the result of a Multi-regression analysis, the order of economic feasibility, stability, speed·accuracy, and informativeness had a positive influence on service satisfaction. This finding should be carefully considered when a company chooses a direction of choice that maximizes the effectiveness with limited resources and concentrated strategy. Third, although there was difference in view between field staff and administrative staff on each variable, there was no moderating effect between service quality including each subordinate factors and service satisfaction. This result can be interpreted that members of supply companies similarly perceive the influence of service quality factors on service satisfaction regardless of job type.
